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COMPLAINT INVESTIGATION FORM 


If there is an issue with more than one veterinarian please file_a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


FOR OFFICE USE ONLY, 


Date Received: April 12,2020. Case Number: 20 - GP 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 


Name of Veterinarian/CvT; Dr. Sheri Harmon 


The Spay and Neuter Clinic 
7342 W Indian School Rd 


Premise Name: 


Premise Address: 
City; Phoenix State: AZ Zip Code: 85033 


Telephone: 623-846-3979 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT*: 


Name: Bianca De Pina 


Adaress: ee. 
Ci): State: <—™ Zip Code: <== 


Home Telephone: Cell Telephone: === 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


C. PATIENT INFORMATION (1): 
N ame: Shadow De Pina 


Breed/Species: Poodle Mix/Dog 


ri Sex: Male Color: Black and Grey 


Age: 


PATIENT INFORMATION (2): 
Name: 

Breed/Species: 

POG oi 5 = ON: Color: 


VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


WITNESS INFORMATION: 
Please provide the name, address and phone number of each witness that has 


direct knowledge regarding this case. 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 


investigation of this case. 


Signature: Bes 


Date: 


F. ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel is relevant to the complaint. This 


portion must be either typewritten or clearly printed in ink. 

My dogs, Dora and Shadow received a dental cleaning that was scheduled for March, 27,2020. The vet called and told 
me Shadow needs to be on two medications, a pain killer and an antibiotic. Once | arrived to pick up my dogs and their 
medicine, Melina handed Dora to me, and gave me a bottle of medication for Shadow. | asked her What about the 
other medication? She replies, that is the only one. | let her know I just spoke to the vet and was told there are two 
medications. She says again, that's all there was left. ! told her he needs antibiotics for his infections. She tells me she 
will go back in and check and grab Shadow. She hands me the medicine, tosses Shadow to me and walks away. | 
kindly asked her, Is that it? Melina raises her arm, faces her palm to me and yells at me THAT'S IT! | was taken aback 
by her horrible service that | decided to go talk to the vet. | asked an employee if 1 could speak to the vet. That 
employee informed me that the vet is not there. Melina comes out and walks to me and says, You got your dog what 
more do you want? | informed her, How about some customer service and you don't give me my dog like that. She 
dismisses me telling me, BYE Ms. De Pinal! | let her know you don't tell me what to do and { told her she should have 
apologized and leam customer service. She says, BYE. | then told her she was a little piece of shit and | walked out. | 
called the vet on Monday, was told she was not there. | called Tuesday, was told not there again. | never received a 
phone call either. Instead, | get a letter in the mall from Dr. Harmon stating, | and my pets are no longer allowed into 
the office. Appalting, Dr. Harmon never cared to hear what | had to say and what had occurred. | have been going 
there for years even prior to Dr. Harmon and never once had that horrendous experience. Despite a lot of 
inorganization in the front office, incorrect scheduling times and hours of wait time, | have always been respectful. Dr. 
Harmon business standards, customer service and her lack of patient care is unacceptable. She never once called me 


after my pets surgery. 
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Spay Neuter Clinic 
7342 West Indian School Road, Suite 108 
Phoenix, AZ 85033 


spayaz.com 
623-846-3979 


April 20, 2020 


Arizona State Veterinary Medical Examining Board 
1740 W. Adams St., Ste. 4600 
Phoenix, Arizona 85007 


RE: 20-98 Sheryl Harmon, DVM 
To Whom It May Concern: 


Bianca De Pina filed a complaint against me after | sent her a letter refusing to provide 
services for her and her pets. That letter (a copy is enclosed) was sent as the result of 
Ms. De Pina verbally abusing my veterinary assistant, Melina Ruiz. 


On March 27, 2020, | performed a dental cleaning and dental extractions on “Shadow”, 
belonging to Bianca De Pina. | called the owner post-op and explained that Shadow had 
an abscessed canine tooth and would need antibiotics as well as pain medication. 


Due to COVID-19, curb-side service was in place and Melina was discharging patients 
to their cars that evening. This occurred after | left the clinic for the day. Melina 
telephoned me following the conflict with Ms. De Pina. Melina stated that she 
discharged Dora and Shadow to Ms. De Pina’s car but failed to take the antibiotics. She 
went back into the clinic to retrieve them. Melina told me that she tried everything to 
keep the client calm and happy, but Ms. De Pina became very elevated and followed 
Melina into the clinic. Melina stated that Ms. De Pina was yelling and standing in her 
personal space. The other employees confirmed this. You have a letter from Alexis 
Espinoza in this packet. The other employee that witnessed this, was Kelly Trow, and 
she no longer works at the clinic. Her phone umber is @====2=—aa 


Melina has been an excellent employee for over two years. | have not had a complaint 
about her customer service. | have enclosed Melina’s most recent performance 
evaluation. Additionally, | provide customer service training during our quarterly staff 
meetings and | am very proud of my employees. 
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in contrast, Ms. De Pina has been disrespectful and unkind to my staff on several 
occasions over the past 4 years. After interviewing my employees, | found Ms. De 
Pina’s behavior to be intolerable and thus, she was asked to never return to my clinic. 


Sincerely, 


Sheryl aon DVM 


in). 


VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


DOUGLAS A. DUCEY 
- GOVERNOR - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS STREET, STE. 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1-PET (1738) * FAX (602) 364-1039 
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INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: PM Investigative Committee: Adam Almaraz - Chair 
Amrit Rai, DVM 
Cameron Dow, DVM 
William Hamilton 
Brian Sidaway, DVM 


STAFF PRESENT: Tracy A. Riendeau, CVT — Investigations 
Marc Harris — Assistant Attorney General 


RE: Case: 20-98 
Complainant(s): Bianca De Pina 
Respondent(s): Sheryl Harmon, DVM (License: 3897) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 4/13/20 Laws as Amended August 2018 
Committee Discussion: 9/1/20 (Lime Green); Rules as Revised 
Board IIR: 10/21/20 September 2013 (Yellow) 


On March 27; 2020, “Shadow,” a 7-year-old male Poodle mix was presented to 
Respondent for a dental procedure. The procedure was performed and the dog was 
discharged curbside due to COVID-19 precautions. 

Technical staff forgot to give Complainant the dog’s antibiotics and returned inside to 
retrieve them. Afterwards, a verbal confrontation ensued and Complainant followed 
technical staff into the premises to continue the confrontation. Staff asked her to leave, 
which she eventually did. 

Respondent elected to terminate Complainant as a client. 


Complainant was noticed and was not available. 
Respondent was noticed and was available telephonically. 


The Committee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: Bianca De Pina 
e Respondent(s) narrative/medical record: Sheryl Harmon, DVM 
® Witness(es) statements: Spay Neuter Clinic 


20-98, SHERYL HARMON, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1. On March 27, 2020; the dog was presented to Respondent for a dental procedure along with 
his housemate. The dog was examined; pre-medicated with butorphanol and acepromazine, 
induced with telazol, intubated and maintained on isoflurane. The dental was performed, 
several extractions were needed and the dog recovered. The dog was medicated with 
penicillin, meloxicam and buprenorphine. 


2. Respondent contacted Complainant to advise that the dog's dental disease was more 
severe than it appeared on gross examination. The dog had an abscessed tooth that required 
extraction and would be sent home with antibiotics. Respondent recommended a dental 
cleaning and radiographs at a full service clinic in 6 months. She advised that they would no 
longer be able to perform dental cleanings there since they are unable to perform radiographs. 


3. The dog was discharged later that day with amoxicillin and meloxicam suspension. Due to 
COVID-19, the premises was performing curbside services. When Complainant arrived to pick up 
her dogs, technical staff member, Ms. Ruiz, brought out the housemate (Dora) first with the dog's 
(Shadow's) meloxicam. Complainant asked where the other medication was — Ms. Ruiz 
responded that was the only medication dispensed. Complainant explained that she was told 
by Respondent that antibiotics were also going to be sent home with the dog. Ms. Ruiz stated 
she would check before she brought the dog (Shadow) out. According to Complainant, Ms. Ruiz 
came back out, handed her the medication, tossed the dog to her and walked away. 
Complainant asked if that was it -- Ms. Ruiz faced her palm to Complainant, and yelled “that's 
if.” 


4. According to Complainant, she was taken aback by the poor customer service and decided 
to go in and speak :with Respondent. She was advised by staff that Respondent was not 
available — Ms. Ruiz‘and Complainant had a discourteous interchange, Complainant used 
profanity and left the premises. 


5. According to Ms. Ruiz, she apologized for not seeing the antibiotics and asked if Complainant 
if she needed anything else. Complainant stated no and that she did not trust Ms. Ruiz's service. 
Ms. Ruiz told her to have a nice day; while walking back inside the premises, Complainant yelled 
out the car window if that was it - Ms. Ruiz gave her a thumbs up and said that was all for the 
day. Ms. Ruiz stated she heard Complainant use profanity towards her and she entered the 
premises. Complainant entered the premises demanding to speak to Respondent and was told 
that Respondent had left for the day. According to Ms. Ruiz and her co-worker, Ms. Espinoza, 
Complainant was yelling and cursing in Ms. Ruiz's face. Complainant was asked to leave, to 
which Complainant replied that she could do whatever she wanted. Ms. Ruiz suggested 
speaking with the premises manager when she was back at the premises to voice her concerns. 
Complainant use profanity to Ms. Ruiz and left. 


6. Complainant stated she attempted to contact Respondent on two occasions and was 
advised she was notin those days. She never received a return call, no call to check on the 
dog, and received ai termination letter. 


7. Respondent stated that Ms. Ruiz contacted her to advise her of the confrontation with 
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20-98, SHERYL HARMON, DVM 


Complainant after failing to give Complainant the dog's antibiotic initially. Ms. Ruiz attempted to 
calm Complainant and make her happy; Complainant became aggravated and followed Ms. 
Ruiz into the premises. Complainant was yelling and standing in Ms. Ruiz's personal space, which 
was witnessed by co-workers. 


8. Due to Complainant being disrespectful and unkind to staff on previous occasions over the 
past four years, Respondent elected to terminate her as a client. 


COMMITTEE DISCUSSION: 


The Committee briefly discussed that there was some verbal abuse on the part of the pet owner 
which necessitated termination of the relationship. 


COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 
Motion: It was moved and seconded the Board: 
Dismiss this isu with no violation. 
Vote: The aieRwes approved with a vote of 5 to 0. 
The information eontainée in this report was obtained from the case file, which includes the 


complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other. s used to gather information for the investigation. 


Tracy A. Riendeau, CVT 
Investigative Division 
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